According to a worldwide, customer satisfaction survey conducted by consulting giant Accenture, 59 percent of consumers quit doing business with suppliers for reasons having to do with poor service. Sure, everyone "gets" the importance of good customer service, but very few companies practice it as a matter of sound business strategy.
Author Raul Pupo's America's Service Meltdown: Restoring Service Excellence in the Age of the Customer offers a straightforward, no nonsense model that clearly explains how to organize the modern enterprise for the delivery of service excellence. The book is both timely and provocative, and should be of interest to executives, academics, and the general consuming public.
The book has received important endorsements: "Raul's new book is a hard-hitting story of our many failures to put the customer first. Thanks for showing us how to do better." -Rich DeVos, Co-founder of Amway, Owner and Chairman of the Orlando Magic NBA Basketball Team "Raul Pupo hits upon the central truth of free enterprise -you ultimately succeed only by meeting the needs and wants of other people, by providing a product or service that someone is willing to buy. And that, of course, means service. This seemingly simple insight is the core of great leadership. Those who aspire to be leaders should take Pupo's timely book to heart." -Steve Forbes, Chief Executive of Forbes Magazine "America's Service Meltdown is so persuasive and valuable that it should be mandatory reading for all executives who want their organization to have that all-important competitive edge."
